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Defective images within this document are accurate representations of 
the original documents submitted by the applicant. 
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FADED TEXT 
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As rescanning documents will not correct images, 
please do not report the images to the 
Image Problem Mailbox. 
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ASP/ISP and tenant determine Service Level 
Objective ("SLO"). 
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ASP/ISP and tenant enter into Service Level 
Agreement ("SLA"). 
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ASP/ISP and tenant define performance criteria 
in accordance with SLA and SLO. 



Implement service monitoring 
procedure. 



Monitor service as provided. 



Analyze monitored service in view of 
performance criteria. 



Remunerate service provider 
based on value of service. 
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Define performance criteria. 



Deploy data collection agent(s). 



Monitor and collect operation data. 



Receive and aggregate operation data. 
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A. User View 

1 . Contract 

a) Order SLA Package 

b) Review contract 

c) Renew contract 

d) Cancel contract 

2. User Group Admin 

a) Add 

b) Drop 

c) Modify 

d) Search 

e) List 

f) Import List 

B. ASP Administrator View 

1. User Management 

a) Add 

b) Drop 

c) Change passwd 

d) Assign user right 

2. User Group Admin (Define User Group 
Membership) 

a) Add 

b) Drop 

c) Modify 

d) List 

e) Search 

0 Import List 

3. Define User Group 

a) Add 

b) Drop 

c) Modify 

d) List 

e) Search 

C. Asset Management 

1. Asset Accounting 

a) Discover 

b) Add 

c) Drop 

d) Modify 

e) List 

2. User to Asset grouping 

a) Assign 

b) Reassign 

c) Move 

D. SLA Subscription Management 

1. By Application 

a) List all users on one metering 
package 

b) Assign/Reassign 

2. By System 

a) List all users on one system 

b) Assign/Reassign 

E. Contract 

1 . Define Contract Template 

2. Print Contract 

3. Add/Drop/Modify /List/Search Contract 
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